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Universal Credit is working well for the majority of sh ou Id ° 
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e 45% of Universal Credit claimants we help didn't 
know support was available when applying for 
the benefit, but would have used it if they had. 


e 1in4of the people Citizens Advice helps take 
more than a week to make their claim, while DWP. 
information for claimants says it should take up 
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Client story: challenges 
making a Universal Credit 
claim 


Lisa first contacted Citizens Advice five weeks after 
she made her first Universal Credit claim, because 
she had not received the payment she was 
expecting. Our adviser suggested that she look at 
her Universal Credit journal, but Lisa didn’t know 
what a journal was. Lisa isn’t computer literate 
and couldn't visit the Jobcentre for digital support 
because she was housebound due to receiving 
cancer treatment. 


When she accessed her journal with her son, Lisa 
learned that her claim hadn't been processed 
because her husband also needed an account, 
and the two needed to be linked together. As Lisa 
had missed the deadline for the claims being 
linked together, her claim was closed and she and 
her husband had to start a new one. 


A telephone interview was later arranged for Lisa 
for her claimant commitment interview because 
she couldn't visit the Jobcentre. When no one 
called Lisa, the interview was rescheduled for a 
week later - the day before Lisa was due her first 
Universal Credit payment. Again, Lisa didn’t 
receive a call, and because she hadn't been able to 
accept a claimant commitment, the expected 
Universal Credit payment did not arrive. Lisa 
eventually had another interview scheduled and 
received her first payment several weeks after she 
had expected it. 


"While Universal Credit is working 
well for some, 1 in 6 claimants wait 
longer than 5 weeks for their first full 
payment. This puts them at risk of 
falling behind on bills and struggling 
financially - a heavy price to pay fora 
system that isn’t working properly for 
everyone.” 


—- 


Gillian Guy 
Citizens Advice Chief Executive 


Why Universal Credit 
matters 


Universal Credit is the biggest change ever 
made to the benefit system, bringing together 
six benefits into a single payment. It replaces a 
legacy system that had significant problems. 


When Universal Credit is fully rolled out, 
around 7 million families will receive it. 
Over half of those households will be in 
work. 


The aim - to simplify our benefits system - is 
right. However many people are having 
problems. Citizens Advice has so far helped 
120,000 people with over 200,000 Universal 
Credit issues. 


By the end of this year Universal Credit will be 
rolled out to every part of the country, so it’s 
vital the government take urgent action to 
make sure people can easily move onto the 
benefit and receive the support they need to 
do so. 


